
370 Third SUIIL Room 7l4E
San Francixo. California 94107
(41St 54So1l70
Fax (4151 541.Qi6S

Ms. Mary Ann Collier
4480 Willow Road. Room 100
Pleasanton. Ca 94588

Dear Mary Ann:

PACIFICt]BELL.
A Pacific Telesis Company

This is a follow up letter to my last correspondence dated December 4, 1996 to clarify the
ongoing capacity of our USC (Local Interconnection Service Center) relative to resale
orders. In my last letter, we were at an overall level of approximately 400 orders per day
with a projected level of approximately 2.000 orders per day by the end ofJanuaI)' 1997.

Since my last letter, we have continued to ramp up our capacity coincident with additional
force augments and have leveraged the learning curve associated with our real-time
experience. Last week, we added 50 additional resources and 2 full time second level
managers.We will also be adding a full time director before the end of the month to support
the LISe operation.

... ..:» ....

Although our last letter on December 4, 1996 reflected an overall level of 400 orders a day,
we have already surpassed this level and we are aggressively increasing our productivity.
We will continue to augment our force as necesSaIy to accommodate demand. In addition,
our implementation of increased mechanization will continue to increase the USC capacity.

On a going forward basis. we would appreciate your continued efforts to give us accurate
forecasts of your resale demand.

Sincerely,
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Sa1e regulaloll are prablDg aUea.
tioos thai PacUk BeD Is sabotagiDg Ua
compedlol'l' efroru eo offer loW pboDe
smrke IrJ eautOl'l1ll.

ATI/f, MCJ. Sprlnl ud sevenllDWJer
pbODe companies bave tomplalDed to lbe
CaIiIorola Publk UWWts ColDIDisIiea
tb& Pac BeD bas deJaJed or eYeD IDIIt thou­
IIDdi 01 C1IItOmer requm to IWIldltheir
Joc:a) phone senke. 10 lOme cases. Ihey
uY. Pae BeD bas eveD canceled all semee
to customen movioe 10'1 ri,aI pravider,
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''Whether by Inadvertence or by de- vice to competitioD.
.. tile, are bebag U res1tIaDl U., Jo- ..ADyUae you start a process u bIc IS
cal phoD~ tOIDpIDY to tGDlpeUtioIl, said this, ,oull nan Into gUtebes." IIIId Ana
IlCI CJaairman Bert Roberts Jr. Lolli,' bulDess lUllagef at Pac 1JeJl'. Jo-

The PUC wiD bold lis lint hwiDg 00 . c.aJ IDlelcoouectioo aervJce eUler. 08Jbey
this laue today. MCI also bu Iiled. com- IIea't ltaged; the, areD't deliberate. They
plaint with the Federal ConUou.aicalfoDl are bu,maD flrOf, and they have affected
CommlSllioo. ADd ODe small Walnut Creek oDly alwldlul of customen." "
tarrier, CalTech International, bas threat- BUlODl O. doDari potentially are at
ened • '100 m11lioo JaWBl1Jl agaWt Pac stake iD thi3 dispute. U Pac BeD', competi·
Bell ton taD make the tale that it is block:log

Pac Be1ladmlts makiDg mistakes. eveD compeUtloD 10 the loc.aJ muket. regula·,
abatUng oU service to • 'ew c\lltomm. ton will bar It bolD eotertq Ule lucnUve
But It 5aya'ouHlp! are Inevttable during a long.djBtaDce market
sw~plng transition from monopoly lIe1"' "It serves their PIll'p05e 10 complaJo,"

said Padtie Bell PresIdent David Donou.
~8N~loo~,e~AT6Tb_~pu

0'1\ ofloo~ce."
Pae BeD', compeUlolS D1ClSUy are re­
~ JII JDc.a.I lelVtee WIder UaeJr OWD
bnod names. 1'0 I\l1Ich a~ o,er
lavolves DO new wiring buta aeries 01 com·
pJkat.ed billing clwlges and an ttlormous
.olume of paperwork.

Pac Bell baA 000 employees wbo pro­
C~ as ma.ny u ~lQ) .rders per day. lbe
oUice Itaya. OJHlD Irom 7 LIQ. ~ n p.m..
seveD clap a week The compau)' laid It it

'''CDiU: P~D1Col.J



PAC BELL
frOID ra,. 81

h1r1Dg aud trabWlg Dew people aud work·
IDg on computer IYltemi to end the back­
log.

"We ue committed to lectml to •
point wbere capacity ta '1& qu.uou."aid
Lee Bauman, Pac Bell" vice president lor
loca' competition.

1D tile meaatlme, procaItDg de1ays ot
daY' or eVeD WMa frustrate compeUton
wbo wut to eeu Cbe!r .mc:e but euz'l
prom1ae customm ..,beD It wWltart.

"It can late upward of 5) daYB to
Iwttcb a customer,' saki Jim Lew, West­
ern regtoaa1 mualer 01 MCL '"ObvloUaly,
that'. Dot a great 1IJ8I polD~"

"These problems wW potent1aJ1y dam·
age our brand name," MId ROle Joluuoa.
AT&1'"a cblef commercla1 attorney. "The
customer blames us, Dot Pac Bell. for do­
tng It ....rong."

Pac sen 11)'1 mID)' ot tbe delays stem
from llioppy paperwork by com.pet1lon
who don't bottler f1WDg out for;ms correct-­
ly.

ODe of the worst offender. unt1l re­
cently 'Will WeI, LDug II1d. It "auld bar·
rage Pac B.U', fax mach1Des with dupU·
cate orders. tying up clerkl untO they real·
Ued they aU were workUlg OD the aame
customer. .

Mer. DWD lax mach1Des IOmet1mes
were deteeuve, LDug 1I1et, 10 the carr1er
didn't receive Pac BeU', comlrmatloDl of
Mmce order c:bang-. .

MCJ refilled 1UlUl a couple of weeD
ago to seDd iJ:I!ormaUOD to Pac: BeU oDUDe
tDstead ot by tu. Now that It bu. the pr0­
cess 1.1 wortJDg much more lJDoothly,
Long Ia1d. .....

Padtic Beu'a archaic: practices' make
. th1nga WorN. For each aervtc:e rwtteh., It
I1&rtI two paper ltre&IDI: ODe to dJIcou. .
.Dect tbe customer from PIC Ben aDd aD­
o~rto.Urttbe~m~~tha~m~·
Uve provider. It the two fU. ever geUe....
rated. PIC Bell caD c11Icoaaect a CUItOmer
before Itart1Dg the new eenIce. .

AT~1' ltated in 111 compJaiDt that five
ot its bUllD_ eUltOmm 1D the lItate bad
been lett totally wUhout lemc:e tor up to
12 hours wb.1Ie· t.'r')'iDg to ah1tt over to
AT&T. .

Padtlc BeU aya It IIIlguec! a rpec1a1
tallk torce to track down the problem IDd
prevent It from recWTiDg. -We had. It
tlxed by October," Long said. . .

Some customers aIIo have been mufed
by Pac Bell's pracUce of calJ1Dg deparUog
cu,tomen to coll!1rm their plmll to dJ5.
,:onnect service - aud JOmet1mell to talk:
u>..D\ lnCD eu)"UJ.s wttb Pac BoU.

Blrgtl FecI, the CODtl'oUer of a Loc11
COntp2:ly that OWDI 15 Burger King au'

FREEDOM YOF CHOICE·
f'adfk Bell;, 106ittfIo~
pJaoMutvic. ClI.fOme" at
tI rGIII 01obrwt2.000 tI dtIY. H.,.. (II'W

. 10",. ,..alOlll why t;U.StoIMlS (II'W maJc1tlQ
lite .wltdI.
.. ConlOlldction of ottwtr phone grW:ti
Oong-cli&1aftc.. ClDllular. pa;.r) .
..TNit in a wall-1cnown brand "ame
..Snking improwd customerse..w:.
.. httlfpricing package ........0-..--

Applebee'. rataW'UD 111. Nor1heru CaJJ·
lam1&. thoqht aD wu weU wIleD ahe
ligned Uligreement with alCI OIl OCtober
2Il t.o IWl1cti over to lea local aentee.

But tIlea OD December 80, two PacWe
Bell reprae:AClUV. eaJJed to lay Fed'.
complllY 'MIIlolDg to be dJacoDJlectell. "I
wu very l1anDed d1at we were COIuI to
lose our telep,hoDe aentce If we lW1tched·
over to HCI, Fed II1d 1A au aUtdaYit tllad
wUh Met', complalDl to the FCC.

Pac: 'BeD declded liltweek that to 1¥OId
IUCh ~DtuI1oD III the future, It DO loDger
wW ea1I eutomen who are IWUch1Dg CO a
compeUUveloeal aerrice.

. The juryItW II out aD wbether Pac:BeD
parposeJY Ill1botqiDc tile oppolWoa.

lu pe:reDDJaJ er1UCI beUeve the wont.
'1 teDd toward the view that PecWe Bell..
trytq &0 ltYmJe c:ompetlUOIl by "DI
up terVtce tnDIten," II1d Bq1Da CGICI at
the UWI}' Reform Network, a ral8plJer
advocacy orp,DlzaUOD. ·U I)'IteiDI area"t
worldq, It" becau.e they dOll"t waut
them to."

.For DOW, the PUC II keepiDg Ul opea
~d. --W. are keep1Dg. JJI'8U'Y e10Ie eye
.OD tbt claar,.," II1d Jac:k Leutza.bad of
the coaamJlllou'. le1ecommWLlclUODI
ltatt.

But Leam II1d from wbathe'l" io
tar. the problem aeema lDbereat'bI UIe
meer campiestI}'of Ihlft1DS over CO a·com·
peUUye marUL '1l', • dUtlcU1t procea,
IDd both lid. are work1ng hard at It: Il.e
IIJd. .

Japan PC Makera Pr.dict Growth
lapan" top penonaJ computer Ineters

yesterday projected robust alea srowUl .
for the Den bUJineu year. NEe Corp. aid
It expectl Illes of Ita personal computet'S
to riae 20 percent in the year starting Dext
AprIL TOlhiba Corp., meaDwbUe, IIJd It
~ '0~& n. PC ..Ie:- \0 OVOI' .., bUllgn
lD filell.1997/98 train a projected as.88 bU·
bon for lbe c:urreot year. ~ .
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PACIFICD-ELL.
.. 'IClrac T.I.Il. c....,.""

Apnl 10, I~C"

~ Lois ,0\ Ht:da~
V II':': Pn:sJdclll
P:a.:ific SelIC'· 1(le:l S.. I"'llOl: Opc:r~uoru

AT'"T Comn ·uni'·'UlUliS
7~') Folsom Sln:cl- R.lOtn ~ If.
S:n Franci~,;.·., C;lhrtlnli~ 94107

1\.lIould Ilk. !.' sh.Jrc ,lith >,uu the: most currcnr. iD.fcJmgtian rqardiD& Pac:i6c', rcsaJc PRlCClSU:;
capa.:\t)' \\'.:: :nc ~.lt.mnl: thlS uUourwioD to aid you in)'CUr businesslt~, The same:
inturmalitm t"l~ r~',\·nlh.. been shalcd with th: Dcpan:mc:m of1usti=. the Fad.cral Cammunic.mons
CoJm&'N~SlC'r· ~w1 Ih~ ( ~ldi)l Ql;l P\lblic t.h:1hties Cammissioll.

Ii.mt.l~cI
I:nd ot'1.Q':rJ
F.ncJ of 3Q91
h.i ofJQQ1

&timated Cogmletion. Per pev
1,000 • 2,500
4,000 ·4.500
5,000.6,000

These pia".; ;atc ~ umdl uf "~ry' ,qrcsslYe efforuin~, uaUdn& ad S)'$IIIN dcpJc,mcal lsi
.&ddltlon. P3~1{jC h.J$ mack ~sumpucms in the abn:ncc ofdeWJcd foRQSU tram _ CLC
comrnwu~' n:S;.\lCi1ftf. the mDt of uldcr types and pl'Qducts. While we will CIIlmtiftuc to do~
...iuun ClUJ" ...mtroI toJ mt:et fhell: projccUCWl, there rcma.ilu W: risk of unuticipaud CV=l.S. Ifany
'iub!ll1&I\lL'\I ;Mnlll: ,.f (nrCC:lSl uccurs. we will DOti!y YO\I ofour revis=:i c:stima=s.

. .-\s you kn,"';. " .....11': filII' In a pusiuon 10 st:at.c tM portion ofcapac:ity that willl1e aDc:a= 10

AT4T b(... .1~~c: 11,1,'ln, is nut In:l Pcsiricn fC predict die pcn:cazc clavcJa11 volume _ AT~T

.",,11 ~fll':':.:.M :a:. "'oI'llp~ret1 to the other CLC:. We !lope you fiad this iaformalicm usefW for ygut ­
PWwnt i.HI pOSe'"

c:c:: \f:\I'Y .\rln <':,.1111:t. J~ne Corby



J. M. ClIl1Iy
Va Presidenl
AT&T AlmIlr TtIIl1
Industry MarieIs Gtoup

370 3rd SIIeet. Room 714C
San Francisco. California 94107
(4151542·1147

February 19,1997

Ms. Mary Ann Collier
Pacific States Local Infrastructure
Access Management Vice President
AT&T Communications
4480 Willow Road, Room 100
Pleasanton. Ca 94588

PACIFICt~ BELL.
A Pacific Telesis Company

Q~.~'i: flc6{ ~ -4·,
Ch/v{~liIt

~~b

-b.. l( ~Qf<i J~d/.

-(lcv, ( (c'j~ c1 Lcf/i I')
3/31

Dear W..nry Ann,

This letter responds to your letter requesting a corrective action plan for resale
service ,order discrepancies.

While we continue to focus on delivering quality in our service order process, we
are also focusing our efforts on root cause analysis. I am sure that you would agree
any analysis which promotes corrective and preventative actions is part of our ~~.

shared critical paths. Therefore, we have not attempted to focus on speed, but
rather on the detail and analysis.

As you know, we continue to augment our resources in the Local Interconnection
Service Center (LISC). To that end, in March, we will begin adding 25 employees
dedicated to quality process. We anticipate that these new employees will have
learning curves and our first 'order of business will be to improve their knowledge,
skills and abilities. When trained, these employees will be concentrating on
identifying root cause and effect, data stratification and crafting any needed
recommendations for process improvements. The amount ofresources focused on
AT&T's service order needs will continue to be based on the relative volumes and
mix of orders as a proportion of the total orders.

Pacific Bell remains committed to delivery of quality service for your resale needs.
We will continue to communicate progress on this plan.

,

Ifyou have any questions, please do not hesitate to contact me.

Sincerely,

~=o
Lyndall Nipps



Jolla T:S1Intey
~a.-.o­

vnPresidn
!' ~1CI'tw.-r.s~

370 Third SlIIIl. 1Icon. 704C
$.v: l1a1lCi.Q.~ 9(101
1415/ 545-0950
~.. (415154.....'001

March 18, 1997

Ms. MaI)l Ann Collier
Pacific States Local JDfrastrueture
Access Managem=t Vice President
AT&T CommUDicatiOIlS
4480 Willow Road, Room J100
Pleasanton, Califomia 94588

Dear Mary Ann:

PACIFICCSELL"
A p,' ;~~ Tt:llt~IS C::!mplny

I am responding to your March 13 letter to Janette Corby regarding cc·mpicu')n dJ$.:~~ancy

backlog items. I would like to address how we will reduce the number of outSt.1nd~1"l~

discrepancies. and more importantly, how we will reduce the percentage of urdc:rs l("-lIJlTmg
discrepancy resolution.

Backlog RedudioD
Unfortunately, we did not move the dedicated resources promised in OUf letter of
February 12 as quickly as we had anticipated. These individuals completed traim..,t'- ho",t Frici1.\·
and are now moving into their new roles. As ofMonday, we have 4.5 full time equh':lJent SeT\i~::

Representatives working specifically on AT&.T completion discrepancies. W~ .....il! ~~-:Iease !-~t"'.:e

resources over the next few weeks and \\ill clear discrepancies at the rate Identified ·....n the a.na·:h~
matrix.

Root Cause Identifigtion
ConCWTCnt Ylith reducing the discrepancy backlog. this team will identify and Str3.t-;::~ til.; root
cause associated with each discrepancy. A&r we achieve a valid sample. the data .\'111 ~ 1'C'o,)~"'o\--ed

by our recently c:ba.rt.eretFService Order Quality Forum (see the attached descnpticn!. This team
will be responsible for crafting the appropriate gap closure plans. In additl'~: we "..ill c:cro-.ainly
share with your organjZ3tion any findings that ~ghtimprove AT&T's or~'T accurac'

I apologize for our slow start. but I am optimistic that we now have die appropriate;\" tramed
resources in place to manage this situation.

Regards,

ce. 1. Corby, T. Cvetovac, D. Griffin, C. McDannel. 1. Nipps

W\:131 •l:J~ :'t3d
tOOt St:'S £OTt"

'. ;" ' .. r ,:.f:t r -Bt-dtlW
~-:I.·· ~ .. !;;~ ~r()
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)JIl ;'1IlCISCll. c..IIC1ll1i ;':107
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December 11,1996
-',y

Lois'A. Hedg-pethrJi
Vice President - AT&T
Pacific State Local Service Organization
Communications Service Group
795 Folsom Street - Room 516
San Francisco, CA 94107

Dear Lois:

.
C ..

The purpose ofthis letter is to respond to the qUestions, statements and issues
identified in your correspondence dated November 15, 1-996.

Pacific Bell is committed to providing high quality wholesale service to all CLCs,
including AT&T. We continue to implement enhancements in our processes and
systems as rapidly as they can reasonably be assimilated, consistent with the
schedules we have shared with you. And, we are augmenting our work force to
accommodate additional demand. All ofthese measures are directed towards -- ~.

increaSing our capacity to process service requests and continue to improv~ service
quality. We expect to see continued improvement in order processing capability
and expect to be able to manage 2,000 orders per day by the end ofJanuary. Our
production capacity will continue to increase as additional mechanization and force

. augments occur.

As you know, we have agreed with AT&T to develop and implement EDI and
access to systems on a highly accelerated schedule to standards you and we will
agree to by February, even ifindustry standards are still unresolved. These
aggressive steps will significantly increase our capacity and eliminate many
opportunities for errors to be introduced into our processes.

To optin'iize these steps we need your help and that ofother CLCs. We need
accurate forecasts, and we need conSistent use ofour mechanized systems, so we
can make the best use of scarce resources. To date, the few forecasts we have
received from CLCs have not been timely or accurate.

Relative to the backlog that developed in October you are aware that a deluge of
orders in paper form from one ofthe CLCs caused our process to back up. We ,took
immediate actions to restore our throughput. As our proposed contract recognizes,
delays and process breakdowns will occur during our initial introduction into this
new environment. While we continue to experience some delays in FOe and
Completion Notification, the level of perceived backlog has significantly
diminished. I use the word "perceived" to reflect the fact that portions of the work
in question are the reSult ofdiscrepancies between our records and those ofAT&T.
Our organizations continue to meet daily to reconcile these differen~es. While we



L. A. Hedg-peth
Page 2
December 11, 1996

Pafe 2 of 2

/
have not met our four hour objective for FOC, we do not believe that this has
materially affected the actual migration ofcustomers' service to AT&T. .
On the issue of two orders being required to migrate ,a customer service to AT&T.
we have a plan to automate this process by May 31, 1997. It is important tq realize
that the requirement for two orders is driven by our response to your desire to have
CABS billing. This requires us to move the service records for basic exchange
services from CRIS to CABS. One potential solution to eliminate the dual order
process is to continue to bill these basic exchange services out ofCRIS. \Yhile this
is inconsistent with our proposed contract terms, we are willing to investigate this
approach ifAT&T can support it

In closing, I want to reaffinn that Pacific Bell is committed to providing quality
local services for resale and I am personally committed to team with AT&T in
working through these issues.

Sincerely,

~~O if~ d,,- cif~
cc: Marlin Ard .


